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functions described in this subpart and
in subparts D, E, H, and K of this part.

(b) Certificates of exemption. The Ex-
change must issue certificates of ex-
emption consistent with sections
1311(d)(4)(H) and 1411 of the Affordable
Care Act.

(c) Owersight and financial integrity.
The Exchange must perform required
functions related to oversight and fi-
nancial integrity requirements in ac-
cordance with section 1313 of the Af-
fordable Care Act.

(d) Quality activities. The Exchange
must evaluate quality improvement
strategies and oversee implementation
of enrollee satisfaction surveys, assess-
ment and ratings of health care quality
and outcomes, information disclosures,
and data reporting in accordance with
sections  1311(c)(1), 1311(c)(3), and
1311(c)(4) of the Affordable Care Act.

(e) Clarification. In carrying out its
responsibilities under this subpart, an
Exchange is not operating on behalf of
a QHP.

§155.205 Consumer assistance tools
and programs of an Exchange.

(a) Call center. The Exchange must
provide for operation of a toll-free call
center that addresses the needs of con-
sumers requesting assistance and
meets the requirements outlined in
paragraphs (¢)(1), (¢)(2)(@), and (c)(3) of
this section.

(b) Internet Web site. The Exchange
must maintain an up-to-date Internet
Web site that meets the requirements
outlined in paragraph (c) of this sec-
tion and:

(1) Provides standardized compara-
tive information on each available
QHP, including at a minimum:

(i) Premium and cost-sharing infor-
mation;

(ii) The summary of benefits and cov-
erage established under section 2715 of
the PHS Act;

(iii) Identification of whether the
QHP is a bronze, silver, gold, or plat-
inum level plan as defined by section
1302(d) of the Affordable Care Act, or a
catastrophic plan as defined by section
1302(e) of the Affordable Care Act;

(iv) The results of the enrollee satis-
faction survey, as described in section
1311(c)(4) of the Affordable Care Act;
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(v) Quality ratings assigned in ac-
cordance with section 1311(c)(3) of the
Affordable Care Act;

(vi) Medical loss ratio information as
reported to HHS in accordance with 45
CFR part 158;

(vii) Transparency of coverage meas-
ures reported to the Exchange during
certification in accordance with
§155.1040; and

(viii) The provider directory made
available to the Exchange in accord-
ance with §156.230.

(2) Publishes the following financial
information:

(i) The average costs of licensing re-
quired by the Exchange;

(ii) Any regulatory fees required by
the Exchange;

(iii) Any payments required by the
Exchange in addition to fees under
paragraphs (b)(2)(i) and (ii) of this sec-
tion;

(iv) Administrative costs of such Ex-
change; and

(v) Monies lost to waste, fraud, and
abuse.

(3) Provides applicants with informa-
tion about Navigators as described in
§155.210 and other consumer assistance
services, including the toll-free tele-
phone number of the Exchange call
center required in paragraph (a) of this
section.

(4) Allows for an eligibility deter-
mination to be made in accordance
with subpart D of this part.

(5) Allows a qualified individual to
select a QHP in accordance with sub-
part E of this part.

(6) Makes available by electronic
means a calculator to facilitate the
comparison of available QHPs after the
application of any advance payments of
the premium tax credit and any cost-
sharing reductions.

(c) Accessibility. Information must be
provided to applicants and enrollees in
plain language and in a manner that is
accessible and timely to—

(1) Individuals living with disabilities
including accessible Web sites and the
provision of auxiliary aids and services
at no cost to the individual in accord-
ance with the Americans with Disabil-
ities Act and section 504 of the Reha-
bilitation Act.
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(2) Individuals who are limited
English proficient through the provi-
sion of language services at no cost to
the individual, including

(i) Oral interpretation;

(ii) Written translations; and

(iii) Taglines in non-English lan-
guages indicating the availability of
language services.

(3) Inform individuals of the avail-
ability of the services described in
paragraphs (c)(1) and (2) of this section
and how to access such services.

(d) Consumer assistance. The Exchange
must have a consumer assistance func-
tion that meets the standards in para-
graph (c) of this section, including the
Navigator program described in
§155.210, and must refer consumers to
consumer assistance programs in the
State when available and appropriate.

(e) Outreach and education. The Ex-
change must conduct outreach and
education activities that meet the
standards in paragraph (c) of this sec-
tion to educate consumers about the
Exchange and insurance affordability
programs to encourage participation.

§155.210 Navigator program stand-
ards.
(a) General Requirements. The Ex-

change must establish a Navigator pro-
gram consistent with this section
through which it awards grants to eli-
gible public or private entities or indi-
viduals described in paragraph (c) of
this section.

(b) Standards. The Exchange must de-
velop and publicly disseminate—

(1) A set of standards, to be met by
all entities and individuals to be
awarded Navigator grants, designed to
prevent, minimize and mitigate any
conflicts of interest, financial or other-
wise, that may exist for an entity or
individuals to be awarded a Navigator
grant and to ensure that all entities
and individuals carrying out Navigator
functions have appropriate integrity;
and

(2) A set of training standards, to be
met by all entities and individuals car-
rying out Navigator functions under
the terms of a Navigator grant, to en-
sure expertise in:

(i) The needs of underserved and vul-
nerable populations;

45 CFR Subtitle A (10-1-12 Edition)

(ii) Eligibility and enrollment rules
and procedures;

(iii) The range of QHP options and in-
surance affordability programs; and,

(iv) The privacy and security stand-
ards applicable under §155.260.

(c) Entities and individuals eligible to
be a Navigator. (1) To receive a Navi-
gator grant, an entity or individual
must—

(i) Be capable of carrying out at least
those duties described in paragraph (e)
of this section;

(ii) Demonstrate to the Exchange
that the entity has existing relation-
ships, or could readily establish rela-
tionships, with employers and employ-
ees, consumers (including uninsured
and underinsured consumers), or self-
employed individuals likely to be eligi-
ble for enrollment in a QHP;

(iii) Meet any licensing, certification
or other standards prescribed by the
State or Exchange, if applicable;

(iv) Not have a conflict of interest
during the term as Navigator; and,

(v) Comply with the privacy and se-
curity standards adopted by the Ex-
change as required in accordance with
§155.260.

(2) The Exchange must include an en-
tity as described in paragraph (c)(2)(i)
of this section and an entity from at
least one of the other following cat-
egories for receipt of a Navigator
grant:

(i) Community and consumer-focused
nonprofit groups;

(ii) Trade, industry, and professional
associations;

(iii) Commercial fishing industry or-
ganizations, ranching and farming or-
ganizations;

(iv) Chambers of commerce;

(v) Unions;

(vi) Resource partners of the Small
Business Administration;

(vii) Licensed agents and brokers;
and

(viii) Other public or private entities
or individuals that meet the require-
ments of this section. Other entities
may include but are not limited to In-
dian tribes, tribal organizations, urban
Indian organizations, and State or
local human service agencies.

(d) Prohibition on Navigator conduct.
The Exchange must ensure that a Navi-
gator must not—
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